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A Personal Background 
 “The smith’s horse has no shoes” 

“The cobbler’s wife and children go barefoot” 

“The tailor’s children have seldom clothes” 

"The minister's children have no morals" 

There are a number of sayings in different languages alluding to the fact that it is rather 
difficult to do what you say or what you preach. To me this covers to some extent my 
experience in studying, teaching and applying marketing principles in higher education. I will 
tell you more about it, but first a bit more about my background. 

I was born in Sweden just before the midpoint of the 20th century. After High School I 
decided to study Business Administration. I started at Gothenburg School of Economics in 
1968 and graduated with a Degree in Business and Marketing in 1971. After military service I 
studied for a PhD at Gothenburg University. Parallel to teaching and some consulting work I 
did this and defended my Thesis in Consumer Behaviour in 1980. After that I have worked in 
various positions mainly teaching and researching in fields connected to Marketing. I have 
been teaching at Universities and University Colleges in Gothenburg, Skövde, Karlstad, Oslo, 
London and Washington DC. Apart from teaching and research I have been head of 
Departments and Pro Vice-chancellor at Karlstad University. On the other side of the table I 
have been head of the local Teachers Union both in Oslo and in Karlstad.  So I have some 
varying background in the University sector. 

 

Purpose 
While teaching and researching consumers and markets I have been thinking about why it is 
so difficult to do what you teach. Textbooks and research says one thing, but what happens in 
real life? I will address two main groups of questions in this paper: 

• How do you achieve a good Market-, Customer and Service-Orientation in Higher 
Education? What can we learn from researching customers/students? How can we use 
this knowledge? 

• What are the obstacles that make Market-, Customer- and Service-Orientation in this 
sector difficult to achieve? 

 

So, this report concerns Markets, Customers and Services. Let us start by briefly defining the 
concepts of Marketing Management and Service Management. 

 



The Marketing and Service 
The concept of Marketing started to develop around the mid 20
century. In companies and in univers
markets
choose to study the subject 
Distribution 
level course 
first edition of Philip Kotler’s Marketing 
Management
book Kotler la
marketing, i.e. t
defined by the  American Marketing Association:

“Marketing (Management) is the process of planning and executing the conception, pricing, 
promotion, and distribution of ideas, goods, and services to create exchanges that satisfy 
individual and organizational goals.”

The integrated way of working with the marketing mix paves the way to satisfy the customer 
needs and wants. If you work in this way you will succeed in

Almost at the same time as Kotler published his first text book another 
book was published in Sweden “Dialog in the 
Open” (1968). In a number of essays the 
Swedish author Sven Fagerberg analyzed 
society from different perspectives. The ti
one of the chapters was “Marketing”. 
1950s Fagerberg 
Electrolux
Marketing Concept from 
that: 

”Marketing is a concept of the same type as democracy; it includes various viewpoints and it 
can be used for many purposes. Still there is a basic foundation in marketing that is linked to 
organic, growing structures. These types of concepts are interesting; they challeng
take a stand when you work with you life plan!

The democratic process is difficult, and it is easy to understand 
fashion want to decide themselves what the customers should think. This way of thinking 
could be rather cynical and show contempt of the customer, but it could also be made to work 
in the opposite direction. Even though the initiative largely is with the company, the product 
must be adjusted to the situation of the customer with the needs of the consumer as
guiding principle from market research to post purchase service. There is no obstacle that a 
company run this way will be profitable. An ideology with advanced tools is ready for the 
Managers that want to use it.”    

The Marketing and Service Management Concepts 
The concept of Marketing started to develop around the mid 20
century. In companies and in universities a new way of addressing 
markets emerged. I myself did come across this in the 60s when I 
choose to study the subject of 
Distribution for my Major.  As the basic 
level course in this field we did study the 
first edition of Philip Kotler’s Marketing 
Management text book (1967). In this 

Kotler lays down the gospel of 
marketing, i.e. the New Marketing Concept. This concept is 
defined by the  American Marketing Association: 

“Marketing (Management) is the process of planning and executing the conception, pricing, 
on of ideas, goods, and services to create exchanges that satisfy 

individual and organizational goals.”  

The integrated way of working with the marketing mix paves the way to satisfy the customer 
needs and wants. If you work in this way you will succeed in business.  

Almost at the same time as Kotler published his first text book another 
book was published in Sweden “Dialog in the 

pen” (1968). In a number of essays the 
Swedish author Sven Fagerberg analyzed our 
society from different perspectives. The title of 
one of the chapters was “Marketing”. In the 

Fagerberg had worked as an engineer for 
Electrolux, and there he did experience the break-through of the 
Marketing Concept from the inside of the company. Fagerberg states 

concept of the same type as democracy; it includes various viewpoints and it 
ny purposes. Still there is a basic foundation in marketing that is linked to 

organic, growing structures. These types of concepts are interesting; they challeng
take a stand when you work with you life plan! 

The democratic process is difficult, and it is easy to understand Managers that like creators of 
fashion want to decide themselves what the customers should think. This way of thinking 

cynical and show contempt of the customer, but it could also be made to work 
in the opposite direction. Even though the initiative largely is with the company, the product 
must be adjusted to the situation of the customer with the needs of the consumer as
guiding principle from market research to post purchase service. There is no obstacle that a 
company run this way will be profitable. An ideology with advanced tools is ready for the 
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The concept of Marketing started to develop around the mid 20th 
ities a new way of addressing 

emerged. I myself did come across this in the 60s when I 

This concept is 

“Marketing (Management) is the process of planning and executing the conception, pricing, 
on of ideas, goods, and services to create exchanges that satisfy 

The integrated way of working with the marketing mix paves the way to satisfy the customer 

Almost at the same time as Kotler published his first text book another 

through of the 
Fagerberg states 

concept of the same type as democracy; it includes various viewpoints and it 
ny purposes. Still there is a basic foundation in marketing that is linked to 

organic, growing structures. These types of concepts are interesting; they challenge you to 

that like creators of 
fashion want to decide themselves what the customers should think. This way of thinking 

cynical and show contempt of the customer, but it could also be made to work 
in the opposite direction. Even though the initiative largely is with the company, the product 
must be adjusted to the situation of the customer with the needs of the consumer as the 
guiding principle from market research to post purchase service. There is no obstacle that a 
company run this way will be profitable. An ideology with advanced tools is ready for the 
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The thinking of people like Philip Kotler and Sven Fagerberg was important for us studying 
Marketing at that time. Another way of addressing the customer was making itself noticed at 
the time was Service Management. In Gothenburg we were visited by two scholars, one PhD 
student and one consultant that recently had published his Thesis, Christian Grönroos and 
Evert Gummesson. Both were greeted with some skepticism when they preached that the 
marketing mix theories are not enough to understand and practice marketing of services. In 

the service economy the customer takes an important part 
in the production process, and so marketing a service is 
not the same thing as marketing a physical product. 
Service production and consumption goes on at the same 
time and many of the important aspects are intangible and 
not physical as with goods. All this makes services 
different. Christian Grönroos told us about his model to 
understand service quality and how expectations hopefully 
are met by experiences. 

In mid 1980s I had moved to University College of Karlstad in Sweden. We started the 
Service Research Center there in 1986 and this research was very successful. I did quite some 
research in this area. We still carry out much research in this Center today.  

 

Marketing, Customers and Services in Universities 
I have studied, researched and taught Marketing and Service Management for quite a number 
of years now. An important part of my teaching has been to use cases and examples from the 
real world. Much of these I have selected in my close environment i. e. from the University 
field. One reason I suppose has been that this have been readily available as it is so close. I 
have also been working quite a lot helping out with issues around customers and markets at 
the various Universities I have worked at. My discussion will focus on the Swedish market for 
higher education and so we need to know a bit more about this. 

 

The Swedish University Sector 
Higher education in Sweden is almost 100 % run by the State. We have two levels of State 
Universities: 

• Full Universities with universal rights to grant degrees in their fields from Bachelors, 
Magister (1 year), Masters’ (2 year)  to Doctoral Degrees. 

• University Colleges with right to grant Bachelor’s Degrees and if accredited also 
Magister and Masters’ Degrees 

 

There are 11 Full Universities in Sweden: 

• Two Old Universities, Uppsala (1477) and 
Lund (1666)  
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• Two early 20th Century Universities, Stockholm and Göteborg  
• Three late 20th Century Universities, Linköping, Umeå and Luleå (Technical U.) 
• Three “New Universities” around the year 2000, Karlstad, Örebro and Växjö  
• One extra “New University” 2006, Mid-Sweden University in Sundsvall 

 

To understand the background and origins of a typical “New University” we take as an 
example my University of Karlstad where I have worked for many years. In Karlstad teaching 
at higher levels started in mid 19s century and around the Millennium shift we were 
transformed into a Full University with studies at all levels: 

• 1843 School of teaching 
• 1907 School of nursing 
• 1967 College affiliated to Gothenburg 

University 
• 1977 Karlstad University College 
• 1998 University College of Health Science 

integrated into the University College 
• 1999 Karlstad University is formed 

 
So, in Sweden we find a mix of Universities and University Colleges, of which practically all 
are state financed. The competition is increasing all the time, even though most students 
prefer to study close to home. Sweden is however, rather unevenly populated and some 
institutions more than others have to attract students outside their own region. At Karlstad 
University we only find around half of our student body coming from our own region. 

 

Customer and Student Surveys in the University Sector 
The method I use to understand the process of marketing management is mainly introspective. I 
look back at what I have experienced while trying to use the principles of Marketing and Service 
Management in the University setting. What did we do? What did others do and what happened? 
When does it work and does it not work?  

 

Benchmarking of Business Study Programs at five Universities/University Colleges 

1990-1991 
Let us set out around 1990. At that time I was working at Karlstad University College and was 
responsible for coordinating the Study Program in Business Administration. After an initiative from 
the Swedish Employers' Federation a project was started where six Universities/University Colleges 
joined in an evaluation of quality in the Business Programs. We started out together and selected 
international and national experts that we would like to work with. Together with colleagues from 
the institutions taking part, I worked in the coordinating group. Soon the Stockholm School of 
Economics dropped out. This is the oldest and most prestigious of institutions for business studies 
in Sweden (founded in 1909) and we supposed they realized that they did not have much to gain by 
comparing themselves to the other Programs. So, five Business Program at different institutions 
remained in the undertaking. The principle of the evaluation was that each of the institutions was 
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preparing a self-evaluation with basic information about the Programs. Apart from this we decided 
to make a survey of all students and a survey of all teachers. I was made responsible for the student 
survey. Together with two of my students in Karlstad we developed and tested a simple 
questionnaire. This was handed out to all students in classes in the five Programs. Answering took 
some 4-5 minutes and the distribution was organized by each institution.  

My thoughts going into the survey was that the results should be rather similar in the different 
Business Schools. Making the choice where to study is mainly influences by where you live and the 
difficulty to get admission was rather similar at the different Programs. Gothenburg University my 
own Alma Mater, I suppose was the most prestigious of the five. Gothenburg School of Economics 
where I had studied was the second oldest Business School in Sweden (founded in 1923) 
amalgamated in Gothenburg University in 1971. The level for getting admission was somewhat 
higher in Gothenburg than in the other institutions. Furthermore, I knew quite a few of the 
colleagues at the other Programs as competent researchers and teachers. We were mainly using the 
same or very similar text books. The study plans were coordinated nationally so they were identical 
more or less. We had exactly the same financing from government. Our lecture rooms looked the 
same and so on. So, why would there be large differences in the quality of education? 

However, when we did analyze the data differences were considerable. The question how much of 
the text books the students did read before exam gave the result that students on the average did 
read 55 % in Gothenburg and almost 100 % in other Business School. At the same time 34 % 
students at the Business School in Gothenburg, thought the studies were too lax while around 10 % 
of the students in the other Schools thought the same. In Gothenburg almost 60 % of the students 
did have a job outside of the University and they worked on the average 14 hours a week. In most 
other Business Schools less than 20 % had a job, and they also worked less than half the number of 
weekly hours. So, the students in Gothenburg did work outside and consequently did not have time 
to work with their studies. Or maybe they did have a job because the studies were not challenging 
enough. In surveys it is difficult to say what the cause is and what the effect is. 

The project group met a number of times and results were used intensively to improve the 
Programs. One interesting discussion took place when we all agreed, if judging from the students 
views, that the Program at Växjö University College seem to be the best and that the Program at 
Gothenburg University (the most prestigious one) was the worst. In true benchmarking spirit we 
asked the people from Växjö: “How do you make it so well”?  They told us that the key was to start 
the studies in a furious tempo. They had a rather frightening Dean who met the student at the start 
who told them that now they had to really make an effort. I the first courses they used “police 
questions” they said. We had never heard about these types of questions so we asked what they 
were. They told us “you know questions about footnotes on page XX in the text books”. To make 
things balance a bit one of the evaluators, the Rector from the Norwegian School of Economics, 
told us his opinion was that you can have too satisfied students too. Students have to learn to use the 
knowledge and to be critical. The quality of higher education is not only about satisfaction. Our 
friends from Växjö did not look so happy about this. However, that fact was that the students 
thought that the tempo was high and that the studies took much of their time, and finally they 
thought the studies were well worth the effort, so maybe it was the good type of satisfaction that we 
had measured.  
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This was the start for me in working with large scale student evaluations. The use of the study gave 
a good impression on me. I think we did a useful and good job. Strategies and plans were changed. 
Still, you can always challenge what happened in practice. It is difficult to change the way we teach. 
University professors tend to do pretty much what they did last semester.  

 

Longitudinal study of four different Study Programs at Karlstad University College 

1992-2000 
Soon after the project in the five Business Programs we started a project where we used 
benchmarking between different Study Programs at our University College in Karlstad. We used 
theories from Services Management, e.g. the Gap model by Berry, Parasuraman and Zaithaml. All 
students that started their studies in Business Administration, International Business, Chemistry and 
Business and Cultural Studies in 1992 were included in the study. We used focus groups and 
surveys a number of times from 1992 to 2000, all with the same individuals. We started the first 
week the students came to Campus and ended the study with a mail questionnaire a few years after 
the students had graduated (students that did not graduate was included in study as well). Some of 
the questions were the same as we used in the 1991 study. Below you find the results on one of my 
favorite questions. 

How do you judge the balance theory and practice in your studies? Do you want more theories or 
more practice and application, or do you think the balance is rather good between theory and 
practice? 
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Once more we saw that there were considerable differences between Study Programs. Students in 
Chemistry and Cultural Studies were much more satisfied with the balance of theory and practice in 
the studies, while students in Business were extremely dissatisfied. As in the earlier study almost no 
student asked for more theory! This raised the question:“Is the customer always right?”. Should we 
skip theory and only concentrate on Practice. Most certainly this makes little sense. It is the 
application of theory that makes the difference for student. The conclusion was that we should do 
much better here. As Kotler cited in his first edition: 

There is nothing more practical than a good theory! 

More Theory                 Good Balance              More Practice 
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The citation is from Oliver Wendell Holmes Jr., a legendary judge in the U.S. Supreme Court, 
1902-1932  

 

The National Student Mirror 2002 and 2007 
In 2001 the Swedish Authority for Higher Education decided by to carry out a national survey about 
the quality of university education. A large survey of student satisfaction was planned, 
Studentspegeln/the  Student Mirror. The questionnaire was difficult to agree on so at end a rather 
hasty translation of an instrument used in the US was done.  In the autumn 2001 a random sample 
of some 15 500 students at the 33 institutions of higher education in Sweden was contacted with a 
mail survey. All respondents had studied more than two semesters at their institutions. After four 
reminders some 69 percent of the students answered the questions. A report from the study was 
published in 2002. Conclusions were mainly of a very general nature but some benchmarking 
exercises could be made. At our University we analyzed some of the most important aspects of 
quality. The results were rather surprising and promising. When we looked at six rather important 
questions about teachers and about the organization of studies these were the results (on a scale 
from 1 to 7 where 7 was the best value). Below you find results from all the Full Universities and a 
few of the larger University Colleges: 

Summary of results in the Student Mirror 2002 

SSuuppppoorrttiinngg  TTeeaacchheerrss  
RRaannkk  oonn  aavveerraaggee  ooff   ssccaallee  11--77  

11..  KKaarrllssttaadd  UUnniivveerrssiittyy  ((44..99))  
UUmmeeåå  UUnniivveerrssii ttyy  

VVääxxjjöö  UUnniivveerrssii ttyy  

44..  GGootthheennbbuurrgg  UUnniivveerrssii ttyy  ((44..88))  

LLuulleeåå  tteekknniisskkaa  UUnniivveerrssii ttyy  

66..  LLiinnkkööppiinngg  UUnniivveerrssii ttyy  ((44,,77))  

MMaallmmöö  UUnniivveerrssii ttyy  CCooll lleeggee  

MMii tttt  UUnniivveerrssii ttyy    CCooll lleeggee  

UUppppssaallaa  UUnniivveerrssii ttyy  

1100..  LLuunndd  UUnniivveerrssii ttyy  ((44,,66))  

MMäällaarrddaalleenn  UUnniivveerrssii ttyy  CCooll lleeggee  

1122..  ÖÖrreebbrroo  UUnniivveerrssii ttyy  ((44,,55))  

1133..  SSttoocckkhhoollmm  UUnniivveerrssii ttyy  ((44,,33))  

 

 

 

 

 

HHeellppffuull  tteeaacchheerrss    

RRaannkk  oonn  aavveerraaggee  ooff   ssccaallee  11--77  

11..  KKaarrllssttaadd  UUnniivveerrssiittyy  ((55,,66))  

22..  LLuulleeåå  tteekknniisskkaa  UUnniivveerrssii ttyy  ((55,,55))  

33..  LLiinnkkööppiinngg  UUnniivveerrssii ttyy  ((55,,44))  

LLuunndd  UUnniivveerrssii ttyy  

UUmmeeåå  UUnniivveerrssii ttyy  

VVääxxjjöö  UUnniivveerrssii ttyy  

77..  GGootthheennbbuurrgg  UUnniivveerrssii ttyy  ((55,,33))  

MMii tttt  UUnniivveerrssii ttyy    CCooll lleeggee  

UUppppssaallaa  UUnniivveerrssii ttyy  

1100..  MMaallmmöö  UUnniivveerrssii ttyy  CCooll lleeggee  ((55,,22))  

ÖÖrreebbrroo  UUnniivveerrssii ttyy  

1122..  MMäällaarrddaalleenn  UUnniivveerrssii ttyy  CCooll lleeggee  ((55,,11))  

SSttoocckkhhoollmm  UUnniivveerrssii ttyy  
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KKnnoowwlleeddggeebbllee  tteeaacchheerrss  
    
RRaannkk  oonn  aavveerraaggee  ooff   ssccaallee  11--77  

11..  LLuunndd  UUnniivveerrssii ttyy  ((55,,99))  

22..  LLiinnkkööppiinngg  UUnniivveerrssii ttyy  ((55,,88))  

UUmmeeåå  UUnniivveerrssii ttyy  

44..  GGootthheennbbuurrgg  UUnniivveerrssii ttyy  ((55,,77))  

KKaarrllssttaadd  UUnniivveerrssiittyy  

LLuulleeåå  tteekknniisskkaa  UUnniivveerrssii ttyy  

UUppppssaallaa  UUnniivveerrssii ttyy    

VVääxxjjöö  UUnniivveerrssii ttyy  

99..  SSttoocckkhhoollmm  UUnniivveerrssii ttyy  ((55,,66))  

1100..  MMaallmmöö  UUnniivveerrssii ttyy  CCooll lleeggee  

MMäällaarrddaalleenn  UUnniivveerrssii ttyy  CCooll lleeggee  

ÖÖrreebbrroo  UUnniivveerrssii ttyy  

1133..  MMii tttt  UUnniivveerrssii ttyy  CCooll lleeggee  ((55,,44))  

 

AAvvaaiillaabbllee  aaddmmiinniissttrraattiivvee  ppeerrssoonnnneell    
RRaannkk  oonn  aavveerraaggee  ooff   ssccaallee  11--77    

11..  KKaarrllssttaadd  UUnniivveerrssiittyy  ((55,,22))  
22..  LLuulleeåå  tteekknniisskkaa  UUnniivveerrssii ttyy  ((44,,88))  

33..  MMii tttt  UUnniivveerrssii ttyy    CCooll lleeggee  ((44,,77))  

UUmmeeåå  UUnniivveerrssii ttyy  

55..  GGootthheennbbuurrgg  UUnniivveerrssii ttyy  ((44,,66))  

LLiinnkkööppiinngg  UUnniivveerrssii ttyy  

77..  ÖÖrreebbrroo  UUnniivveerrssii ttyy  ((44,,55))  

88..  LLuunndd  UUnniivveerrssii ttyy  ((44,,44))  

UUppppssaallaa  UUnniivveerrssii ttyy  

VVääxxjjöö  UUnniivveerrssii ttyy  

1111..  MMaallmmöö  UUnniivveerrssii ttyy  CCooll lleeggee  ((44,,33))  

MMäällaarrddaalleenn  UUnniivveerrssii ttyy  CCooll lleeggee  

1133..  SSttoocckkhhoollmm  UUnniivveerrssii ttyy  ((44,,22))  

 

 

 

SSeerrvviiccee  oorriieenntteedd  aaddmmiinnssttrraattiivvee  
ppeerrssoonnnneell  
RRaannkk  oonn  aavveerraaggee  ooff   ssccaallee  11--77  

11..  KKaarrllssttaadd  UUnniivveerrssiittyy  ((55,,55))  

22..  MMii tttt  UUnniivveerrssii ttyy    CCooll lleeggee  ((55,,11))  

UUmmeeåå  UUnniivveerrssii ttyy  

44..  LLuulleeåå  tteekknniisskkaa  UUnniivveerrssii ttyy  ((44,,99))  

ÖÖrreebbrroo  UUnniivveerrssii ttyy  

66..  GGootthheennbbuurrgg  UUnniivveerrssii ttyy  ((44,,88))  

MMäällaarrddaalleenn  UUnniivveerrssii ttyy  CCooll lleeggee  

88..  LLiinnkkööppiinngg  UUnniivveerrssii ttyy  ((44,,77))  

MMaallmmöö  UUnniivveerrssii ttyy  CCooll lleeggee  

1100..  LLuunndd  UUnniivveerrssii ttyy  ((44,,66))  

VVääxxjjöö  UUnniivveerrssii ttyy  

1122..  UUppppssaallaa  UUnniivveerrssii ttyy  ((44,,55))  

1133..  SSttoocckkhhoollmm  UUnniivveerrssii ttyy  ((44,,44))  

 

FFlleexxiibbllee  aaddmmiinniissttrraattiivvee  ppeerrssoonnnneell  

RRaannkk  oonn  aavveerraaggee  ooff   ssccaallee  11--77  

11..  KKaarrllssttaadd  UUnniivveerrssiittyy  ((55,,11))  

22..  UUmmeeåå  UUnniivveerrssii ttyy  ((44,,88))  

33..  MMii tttt  UUnniivveerrssii ttyy    CCooll lleeggee  ((44,,77))  

44..  LLuulleeåå  tteekknniisskkaa  UUnniivveerrssii ttyy  ((44,,55))  

ÖÖrreebbrroo  UUnniivveerrssii ttyy  

66..  LLiinnkkööppiinngg  UUnniivveerrssii ttyy  ((44,,44))  

77..  GGootthheennbbuurrgg  UUnniivveerrssii ttyy  ((44,,33))  

MMäällaarrddaalleenn  UUnniivveerrssii ttyy  CCooll lleeggee  

MMaallmmöö  UUnniivveerrssii ttyy  CCooll lleeggee  

1100..  VVääxxjjöö  UUnniivveerrssii ttyy  ((44,,22))    

UUppppssaallaa  UUnniivveerrssii ttyy    

1111..  LLuunndd  UUnniivveerrssii ttyy  ((44,,00))  

SSttoocckkhhoollmm  UUnniivveerrssii ttyy    

 

If we combined the two dimensions teachers and administration on these important questions, we 
did get the competitive map below. We used an unweighted average index of each dimension that 
was calculated by the Authority. The average is 100 and the lower the index the better the result 
was. In the table the result for Karlstad University is the black star. In this left and bottom corner we 
did combine top marks for both administration on the horizontal axis and teachers on the vertical 
axis. With this result we could have made a reference to the famous Carlsberg ad “Probably the best 
beer in the World!” in our marketing, using, “Probably the best university education in Sweden!”. 
What did happen was that the Management of the University did not trust the data. They searched 



10 

the results from the Student Mirror and did find other questions that we did not score as excellently 
on. So we did lean back and did almost nothing from the results from the Mirror in our marketing.  

 

 

 

The Student Mirror was replicated in 2006. The sample was smaller and the response rate was falling. So 
were our results at the University. Below you will find us as the black star again. Now our results were more 
normal and average. We still were on top in the administrative processes but now the teachers were graded 
very average. Talking about lost opportunities…. 
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The experience from the Student Mirror is that so many interesting comparisons can be made when you have 
a large sample study. However, little use of the data bases was made. In general we collect so much data that 
is not used. One reason for this must be a lack of competence and/or interest in these matters at management 
levels at Universities. At our University we did not have and do not have almost any one working with a 
marketing perspective and almost none of the important people have any training in this area. Another reason 
for not using data for benchmarking between Universities is that it is rather sensitive. Differences are large 
and awkward questions about the quality of education are put to you. So, like in most industries comparative 
advertising is not very common at all. 

Looking at students as customers is not often done at Universities in Sweden. Partly this is because we are 
used to a system with no teaching fees. Government pays the whole bill. Just recently we have introduced 
fees but this is only for students from outside of Europe. “We do not have customers, and anyway if we do 
look at students as customers, the customer is not always right”! This is the way we often see things. I once 
did get the advice from a head of our Information Department, “never talk about “marketing”, they do not 
like that at all! Just say that it is about “information” and then it is ok”! I once mentioned a study of mine 
with a reference to it as “marketing research” and did get the answer with a frown from a vice rector: 
“oooh... we are not supposed to do that, I hope”!.  

After experiencing severe problems with deceasing response rates in surveys the third student survey that 
was planned to be carried out in 2011 was cancelled just before it was to be launched. The National 
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Authority for Higher Education had promised not to use the data if less than 50 percent did answer, and 
when they saw that this was a very probable outcome they just stopped the study.  

Student Union Study of Working Conditions of Students in Karlstad, Örebro and Växjö. 
In 2006 the Student Unions at Karlstad, Örebro and Växjö joined forces and did carry out an almost 
similar study about Health and Working Conditions for the campus students. In a rather random 
way questionnaires were distributed in classes. In this sample about 600 students answered from 
each University. The data collection instrument was developed with the concepts demand, control 
and support as guides. Many questions about the background of the students were included as well 
as about health. In total the questionnaire included some 160 variables, which certainly is a bit 
overly long. In the other student surveys we use less than 40 variables or so. 

Results from the study shows that rather many students are stressed from their studies. Students in 
many cases experience physical and psychological strain from this. Problems are more common 
among female students. When we tried to make comparisons between universities it was felt to be 
rather sensitive and the management of a Student Union at another University was not happy about 
it at all. The plan was that the study or a rather reduced version of it should be replicated annually 
or bi-annually. With a selection of the most interesting questions the study could have been very 
good. So far no one has attempted to make it. We talk about is but nothing happens. Students are 
available. You just go to class and collect data and it is simple, but for some reason it does not 
happen. 

 

High-school surveys in Karlstad 2007 and 2008 
Around 2005 the number of students wanting to study engineering and natural science fell to 
minimum levels in Sweden. At our University we had just launched our Masters Degree in 
Engineering. One of my friends working with this Program asked me if it was possible to make 
some kind of survey to find out why young people did not choose engineering in general and 
Engineering at Karlstad University in particular. This was early spring semester 2007 and as it 
happened High-School pupils from the whole of our region was coming to the University in a few 
weeks time. This bussing of pupils from the whole Värmland region to the University was a 
tradition carried out for almost 20 years. There were two days of information about higher 
education and high-schools were divided between the days. For years and years all of our 
prospective students from the region had come to us, but we had never asked them any questions in 
any systematic way. At this time I was the Pro Vice-chancellor of the University and so I could 
decide what to do. We handed out a short questionnaire when the students arrived in the morning 
each day. In this we included questions around their plans for the future. Did they plan to study on? 
When in that case? What did they want to study? Where were they planning to study? What were 
the reasons for their choices? Was there anything they missed in the Karlstad University? Myself 
and two of my students used a few hours distributing and collecting the questionnaires on the two 
days. We carried out this survey 2007 and 2008 and each year more than 1.400 high school students 
answered our questionnaire. 

The results showed us what our prospective students wanted to study. A comparison between the 
two annual surveys hinted to the fact that the level of demand for engineering subjects was going up 
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again. An a bit surprising fact was that around one in ten students that did have plans to study on 
had an interest in studying “arts and crafts”. Possibly not all these students were looking for careers 
as artists, but still they had an interest in this. Maybe they wanted to combine a career in medical 
professions, as engineers, in business with some artistic work. Do we have programs for this? No I 
suppose not. Do we listen to our prospective students? No I suppose not. 

What do you want to study? Percent 

Nursing     19,8 
Business Studies     14,8 
Teacher Training    14,7 
Social Sciences     12,2 
Bachelor of Engineering     12,2 
Master of Engineering  11,5 
Data/IT     10,0 
Arts and Crafts     10,0 
Media/Information  10,0 
Languages    8,9 
Natural Sciences     6,0 
Cultural Studies     6,1 
Medical Doctor    4,2 
Dentist     2,3 
Other education 33,8 

 

Using the surveys we could rather easily analyze where our main competitors were. For different 
programs we could detect how the competition varied. 

If you have the choice to study at the 
following Universities, which would 
you choose? (Percent) 

first choice 2008 second choice 2008 

Karlstad  40 15 
Göteborg  31 25 
Stockholm  15 12 
Uppsala  9 10 
Linköping 6 7 
Örebro  4 9 
 

We could see a huge interest in studying abroad. About 3 out of 4 prospective students did have an 
interest to study abroad.  

2008 
 

Are you interested in studying abroad? (Percent)  

Gender Yes, definitely Yes, maybe No, I am not 
interested 

 Male 22 53 25 
  Female 24 55 21 
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At the exchange programs of our University only a meager 100 students go abroad each year. This 
is less than 1% of the total student body. At the same time internationalization is one of the 
important strategic areas for the University, at least if we trust what we say in our plans: 

”At Karlstad University we work actively with internationalization of education and research. This 
is important for us to develop the quality of our education and to offer student a wider variety of 
courses and program than we can offer locally.” 

Do we listen to our students? Maybe not so well! Clearly something is wrong with the way we 
approach this field. Much more should be done. 

We did find interesting and a bit surprising tendencies when we looked at the propensity to go on to 
higher education. Children to parents with a background not from Sweden are much more 
determined to go pursue their studies, while the 100 % Swedes wants to do this a bit later. 
Differences are huge. When we ask if high school pupils know what they want to study we see the 
same picture. Students with a family background outside of Sweden are very determined about what 
they want to study. 

 

Study plans and family background 

 

After the two years of study, I had changed my position and no one else really cared. The study was 
discontinued. It was such a simple exercise. We just went to the University entrance when the buses 
came and distributed the questionnaire with a pencil for those that did not have one. The pencils are 
still in my desk and ready to be used. The questions are available. Almost all students did answer 
when we asked them, and they did do it willingly and rather carefully. 

Both parents 
born outside 
Sweden 

At least one parent with 
university or college 
education 

 Gender Studies after high-school? (Percent) 2008 

    Yes, 
directly 

after High-
School 

No, not 
now but 
within 

three years 

No, not 
now but 
probably 

later 

No, never 

Yes  No  Male 64 18 11 7 
Yes  Yes  Female 63 34 3 -  
Yes Yes  Male 51 31 6 11 
Yes  No  Female 46 36 15 3 
No  No    Female 25 55 14 6 
No  No  Male 25 46 8 22 
No Yes   Female 24 64 10 2 
No Yes  Male 23 59 10 8 
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Student surveys at Karlstad University 2000- 
In 2000 we were discussing how we could give the students in the basic marketing course some 
experience in conducting practical marketing research. Our conclusion was that we should let the 
students carry out some research from A to Z. When we were contemplating what type of 
product/service to study we decided to study something that we and the students did know quite a 
bit about, i. e. higher education. So we made a plan in a few courses at different levels of marketing 
to make a survey where we analyze students as customers. A simple survey was developed jointly 
covering important questions about the quality of education from the customer/student point of 
view. We limited the questionnaire to two pages, a front and a back page of a paper, just like the 
survey in the early 1990s.  

The survey was distributed by the students themselves in the university buildings. All business 
students answered themselves and then they collected from a number of students they could meet in 
the University restaurants, library, study rooms and corridors. We instructed the students to try 
collect in the different parts of the university. Of course we did get more than a proportional part of 
students from the Business Studies Program, but still we did get quite many students from other 
faculties to answer. I hired some smart students to make the coding and also to help with writing the 
reports. I was able to get some financing for this. Results were presented to the students at the end 
of the course. We discussed the results in class. This study was repeated each semester with a new 
batch of students. Most of the questions were repeated but each time a few new questions were 
added as a new focus for the study.  

Later the surveys included two studies at the Karlstad College of Music at Ingesund with 
questionnaires distributed to all students. Three studies with distance students by the use of an 
internet survey were added. Finally, later years the Campus study was changed into a systematic 
survey with questionnaires distributed in classes with a sample of classes. The very last years, 
surveys to all students have been conducted in some of the faculties. This time the instruments were 
distributed in classes. 

In 25 different studies from 2000 to 2012 Campus students in Karlstad, students at the Music 
College and distance students have answered questions. By 2012 around 18.000 students have taken 
part in our surveys. 

Apart from some questions about age group, sex, type of studies and nationality, a number of 
standardized questions have been included in all or almost all surveys. The questions have been 
developed as the studies went along. Some were coming from the earlier study in 1991. Some are 
based on a national survey of students, the Student Mirror described above. Some come from a 
survey first carried out by University of Central England from 1991 and so on. Good questions 
should be asked many times. Here are the general and specific questions used in the surveys: 

� How do you rate the following statements about studying at Karlstad University?   
o The University has well functioning student counseling  
o The University has well functioning course evaluations  
o Administrative staff is service minded 
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o Teachers are supportive     
o Teachers are knowledgeable   
o The quality of education is high     
o I am satisfied with student life   
o Karlstad is a good place to live and study in   
o I would recommend others to study at Karlstad University 

 

� How do you grade the study pace at Karlstad University? 
� Do you find your studies stressful? 
� What do you feel about the balance of theory and application in your studies? 
� Do you feel that students can influence the way studies are planned and executed? 

 
� To what extent has your education at Karlstad University given you:   

o broad and general knowledge  
o practical knowledge and training  
o critical and analytical thinking         
o knowledge about ongoing research  
o skills in working in groups     
o writing skills     
o skills in making oral presentations  

 

In the various studies we have added Themes around a number of different things: 

� The process of selecting a University 
� Reasons for changing University 
� Studying abroad 
� Work load in studies 
� Student hours per week 
� Student work outside studies 
� Engagement in Student Union 
� The image of Universities and University Colleges 
 

Here are some of the results from the surveys. Around 2004 there was an intensive national debate 
about student workload at Universities. Results from the first national Student Mirror showed the 
following results on a question to full time students, “How much time do you devote to studies 
during a normal 7-day week. The results were the following  

� 0-5 hours per week  20% of the students 
� 6-20 hours per week 22% of the students 
� 21-30 hours per week 28% of the students 
� 31 hours or more  30% of the students 

 

At the same time many students said they were stressed in their studies and many had problem 
physically and psychologically from this. We doubted the facts of the survey. How can you study full 
time and devote a few hours per week to your studies? In a few of our studies we tested different ways 
of measuring the work load. In the study in 2004 we used two ways of measuring study hours in the 
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same survey. On the first page we used the same technique as the national study, i.e. one simple 
question. On the other page we asked how students on the actual day of the data collection took part in 
or planned to take part in lectures and seminars, how much they we studying in the textbooks, how 
much they were working in groups, how much time they used in writing papers and or Theis’ 
individually, how much time they took part in examinations and finally we asked how much time the 
students devoted to the studies on a normal weekend. Based on this information we estimated the 
weekly workload. Results showed the workload to be 27½ hours with the simple question and 37½ 
hours with the more complex method.  We feel this shows a bias in the simple way of asking 
questions. When we tested the survey we conducted in 1991 we tried a number of ways of using 
simple questions about actual work load. Out conclusions at that time was that it is impossible to 
formulate a simple questions that gives a good estimate of number of working hours per week. 

As we at Karlstad University were competing with other Universities and University Colleges the 
students’ image of the alternatives were more and more important. In two surveys we used an open 
question in which students were asked to describe the three types of institutions on the market. Based 
on the description we coded how in reality the student ranked the alternatives. The results showed 
rather clearly that the new Universities were ranked as second best alternative and no one really 
wanted to go to a University College. A rather big majority of our students did think that things must 
be better somewhere else, i.e. at the old or rather ancient Universities like Lund and Uppsala.  

If you compare old Universities, new Universities and University 
Colleges, how would you describe the differences? What is the 
best, the second best etc. study alternative? 

22000011  22000033  

Best study alternative 99%%  2211%%  

Second best study alternative 9900%%  7799%%  

Worst study alternative 11%%  00%%  
 

As the studies were developed we increased the sample size, and at the last years we collected the data 
from students in class. In that way we miss few of the students in our studies. For many of our 
programs we get some 70-80 % response rate. So the possibilities to make benchmarking comparisons 
are getting better and better. We publish results freely and openly. Teachers as well as students are 
encouraged to take part of the results. Below you find one example where we rank a number of Study 
Programs on the basis of if the students feel that they do get a good balance between theory and 
practice in their studies.  

How do you feel about the balance between theory and practice/application? 

Campus Students 2011 More Theory Good Balance More Practice 

Computer Engineering 10,5 % 73,7 % 15,8 % 
Information Sciences 2,7 % 67,6 % 29,7 % 
Media and Communication – Visual 
Communication and Design 

- 63,0 % 37,0 % 

Case Management in Health Care  5,1 % 62,8 % 32,1 % 
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Campus Students 2011 More Theory Good Balance More Practice 

Business Administration 3,2 % 56,7 % 40,1 % 

Law 2,0 % 56,6 % 41,4 % 

IT- Design  - 55,6 % 44,4 % 

Average 2,5 % 55,3 % 42,1 % 

Project Management - 55,0 % 45,0 % 

Real Estate Management 5,0 % 54,5 % 40,5 % 

Working Life Science 1,4 % 54,2 % 44,4 % 

Webb and Multimedia - 52,2 % 47,8 % 

Media and Communication – Global 
Media 

- 51,1 % 48,9 % 

Economics and Finance - 50,0 % 50,0 % 

Taxation and Business - 30,0 % 70,0 % 

Industrial Management 5,3 % 10,5 % 84,2 % 

 

To make the collection of data easy we have kept the number of questions at a minimum in all surveys. 
By this we feel that students do not get tired when they come to the open questions at the end: What is 
best? What is worst? What do you miss? Do you have any suggestions for change? Students do write 
extensively on the questions.  

Many of the benchmarking exercises involve teachers talking to each other. “How do you manage to 
get such satisfied student? What to do you do with them”? Obviously the people running the Industrial 
Management Program (An engineering program with a focus on the Industry sector) should consult 
with their friends running the Computer Engineering Program. For each of the programs the students’ 
answers to open questions are feed back to teachers and department heads through the Steering 
Committee of the Program. Sometimes this works out, but we do miss opportunities here and much 
more could be done. 

An interesting aspect is what is the most important for the students to become more satisfied. Instead 
of asking the question about this we have tried using simple regressions where we study how a number 
of quality factor is related to students’ evaluation of total quality. Below we see that students’ 
perception of teachers’ knowledge is the most important factor. Good course evaluations and teachers 
that support you are not bad things either. If we trust the regressions the administrative functions seem 
to be not so important. Maybe these functions are more of hygiene factors. You have to have an 
administration that works well, and if you have that, it is the teachers’ qualities that make the 
difference. 
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Quality Factors related to General Quality of Education 

Campus Students 2011 Beta 

Teachers are Knowledgeable ,424 

Course Evaluations  ,158 

Teachers are Supportive ,122 

Administrative Personnel Helpful ,050 

Student Counseling  ,043 

Significant Coefficients (5%) in bold text. 

 

In the studies we ask what students feel that they have learnt from the studies. Based on the students’ 
answers we benchmark the Study Programs. Below two important parts of the learning processes, 
getting work related skills and links to research are analyzed. As in most of our surveys the differences 
are considerable. 

To what extent have you in your studies at Karlstad University acquired work related knowledge and 
skills? 

Campus Students 2011  To a very 
high 

extent 

To a 
high 

extent 

Partly To a 
small 
extent 

Not at 
all 

Case Management in Health Care  24,4 % 42,3 % 25,6 % 7,7 % - 

Economics and Finance 21,4 % 7,1 % 35,7 % 21,4 % 14,3 % 

Project Management 20,0 % 45,0 % 35,0 % - - 

Law 19,6 % 41,2 % 29,9 % 7,2 % 2,1 % 

Real Estate Management 18,2 % 44,6 % 28,9 % 7,4 % 0,8 % 

Information Sciences 16,2 % 24,3 % 45,9 % 8,1 % 5,4 % 

Computer Engineer 15,8 % 26,3 % 36,8 % 21,1 % - 

Webb and Multimedia 15,2 % 45,7 % 26,1 % 13,0 % - 

Average 14,6 % 39,7 % 33,4 % 10,7 % 1,6 % 

IT- Design  13,3 % 40,0 % 35,6 % 4,4 % 6,7 % 

Economics 12,5 % 36,4 % 40,8 % 9,2 % 1,1 % 

Media and Communication – Visual 
Communication and Design 

11,1 % 37,0 % 37,0 % 14,8 % - 

Taxation and Business 10,0 % 70,0 % 20,0 % - - 

Media and Communication – Global 
Media 

8,7 % 30,4 % 39,1 % 21,7 % - 

Working Life Science and Personnel 
Management 

7,8 % 46,1 % 31,2 % 13,5 % 1,4 % 

Industrial Management 5,3 % 31,6 % 47,4 % 15,8 % - 
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To what extent have you in your studies at Karlstad University been stimulated to take an interest in 
research in your study area? 

Campus Students 2011  To a very 
high 

extent 

To a 
high 

extent 

Partly To a 
small 
extent 

Not at 
all 

Case Management in Health Care  14,5 % 30,4 % 34,8 % 20,3 % - 

Webb and Multimedia 14,5 % 15,9 % 34,1 % 20,5 % 29,5 % 

Industrial Management 11,1 % 11,1 % 27,8 % 27,8 % 22,2 % 

Law 10,6 % 25,5 % 45,7 % 12,8 % 5,3 % 

Media and Communication – Global 
Media 

9,5 % 33,3 % 38,1 % 11,9 % 7,1 % 

Media and Communication – Visual 
Communication and Design 

7,4 % 33,3 % 29,6 % 22,2 % 7,4 % 

Economics and Finance 7,1 % 7,1 % 50,0 % 21,4 % 14,3 % 

Information Sciences 5,7 % 34,3 % 34,3 % 20,0 % 5,7 % 

Average 5,7 % 23,2 % 37,8 % 23,6 % 9,7 % 

Project Management 5,3 % 47,4 % 36,8 % 10,5 % - 

IT-Design 4,7 % 18,6 % 51,2 % 16,3 % 9,3 % 

Business Administration 4,0 % 12,1 % 34,5 % 33,9 % 15,5 % 

Real Estate Management 3,4 % 17,2 % 32,8 % 35,3 % 11,2 % 

Working Life Science and Personnel 
Management 

1,6 % 34,9 % 38,0 % 20,9 % 4,7 % 

Taxation and Business - 20,0 % 70,0 % -  10,0 % 

Computer Engineer - 15,8 % 52,5 % 26,3 % 5,3 % 

 

What kinds of knowledge do students value the highest? We use simple regression once more and see 
that student prioritize work related knowledge and skills the highest. 

What did you learn in your studies related to general quality of education?  

Campus Students 2011 Beta 

Work Related Knowledge and Skills ,163 

Broad General Knowledge ,143 

Working in Groups ,088 

Writing Skills  ,063 

Interest in Research ,029 

Oral Skills  ,025 

Critical Thinking  ,013 

Significant Coefficients (5%) in bold text. 
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In our studies we notice that many students feel that students do not have a real influence in how 
courses and program are planned and carried out. Below we see that there are considerable differences 
between the masters’ programs in this respect. 

Do you think that students can influence the way teaching is planned and carried out? 

International Students 2011 Yes, 
definitely 

Yes, 
partly 

No, 
hardly 

not 

No, 
definitely 

not 
Management 33,3 % 55,6 % 11,1 % - 

Service Management and marketing 30,8 % 38,5 % 23,1 % 7,7 % 

Accounting and Finance 21,1 % 52,6 % 21,1 % 5,3 % 

Global media 20,0 % 20,0 % 60,0 % - 

Average 17,2 % 40,2 % 39,1 % 3,4 % 

Marketing 5,6 % 16,7 % 72,2 % 5,6 % 

 

I once told one of the vice rectors about it and got the answer: “Students do not want to influence, they 
just want to pass the courses with a minimum of input”! The person I talked to did have a background 
in the teacher training program. I certainly do not agree. When we collect the student surveys and 
when we read all comments on open questions we really feel that students care about the quality of 
their studies. If we compare how satisfied in total students are that have different evaluations of how 
students can influence we see interesting facts. Students that feel that students have a real influence are 
more satisfied in general.  

The relationship between student influence and general quality of education 

Quality of Education is high 
2011 

Agrees in 
Total 

Agrees 
Partly 

Neither nor Disagrees 
Partly 

Do students have 
an influence? 

Yes, definitely 39,6 % 46,2 % 8,8 % 5,5 % 

 Yes, partly 29,8 % 57,9 % 9,0 % 3,1 % 

 No, hardly not 24,7 % 56,4 % 12,8 % 5,2 % 

 No, definitely not 8,8 % 52,9 % 14,7 % 20,6 % 

 

These are results for the whole population of Campus students. If we study the masters’ programs 
above we can see that programs where students feel that the teachers listen get more positive 
evaluations in general. In the table a page later or so in the report you can study this in detail. 

In the last student survey the focus topic was how students feel about studying abroad. Like in the 
study of High-School students, a rather large group of students say they have an interest to do this. 
Almost 2 out of  3 students have plans to study abroad or are interested to do so. As we mentioned 
before the exchange programs at the University includes only 100 students that go abroad. Much more 
should be done. We know about this, but what do we do it about it? Not much, I am afraid. 



Studies Abroad? 

2011 

Yes, I have plans to study abroad

Yes, I am interested but have not plan at present

No, I am not interested 

 

To get an overview from the analyses we use a simplified model where we compare 
University averages. Around this average we use a zone of tolerance and then we give + and 
depending on how large the deviations

 

In this way we can summarize results on many indicators 
surveys of international students 

International 
Students 2011 

Management

Learning Processes 
and Service Factors 
Student Councilors 

Course Evaluations 

Administration 
available 
Supportive teachers 

Knowledgeable 
teachers 
Study Pace (+ = high 
tempo) 
Study Stress (+ = high 
stress) 
Student Influence 

Campus students

Yes, I have plans to study abroad 

Yes, I am interested but have not plan at present 

To get an overview from the analyses we use a simplified model where we compare 
University averages. Around this average we use a zone of tolerance and then we give + and 

deviations are: 

results on many indicators in one table. Below results 
surveys of international students in our Masters’ Programs. 

Management Accounting 
and Finance 

Service 
Management 

and 
marketing 

Global 
media 

   

6+ 0 3+ 4

3+ 3+ 2+ 0

5+ 2- 1+ 2

6+ 3+ 0 0

1+ 2+ 3+ 2+

0 1- 1+ 3

1- 1+ 0 0

5+ 1+ 1+ 1

Zone of 
Tolerance 

Average for 
all students 

22 

Campus students 

13,0 % 

48,1 % 

38,0 % 

To get an overview from the analyses we use a simplified model where we compare deviations from 
University averages. Around this average we use a zone of tolerance and then we give + and – 

 

in one table. Below results are shown from 

Global 
 

Marketing 

  

4- 0 

0 5- 

2- 0 

0 5- 

2+ 4- 

3- 0 

0 1- 

1- 4- 
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International 
Students 2011 

Management Accounting 
and Finance 

Service 
Management 

and 
marketing 

Global 
media 

Marketing 

What you have learnt 
in your studies? 

     

Broad General 
Knowledge 

2+ 0 3+ 0 4- 

Work Related 
Knowledge and Skills 

3+ 0 1+ 4- 4- 

Critical Thinking 7+ 0 1+ 3+ 6- 
Research Orientation 5+ 0 3+ 2+ 3- 
Working in Groups 0 1+ 3+ 3- 3- 
Writing Skills 2+ 0 3+ 0 5- 
Oral Skills 3+ 2+ 7+ 0 6- 

 

International 
Students 2011 

Management Accounting 
and Finance 

Service 
Management 

and 
marketing 

Global 
media 

Marketing 

Quality 
Measurements 

     

Quality of Education 3+ 3+ 3+ 0 6- 
Student Life 1+ 0 1+ 1- 1- 
The City of Karlstad 1+ 2+ 1+ 1- 3- 
Do you recommend 
Karlstad University to 
others? 

3+ 2+ 1+ 0 3- 

 

As always the differences are considerable. Not surprisingly, there seems to be some “halo effects”. 
When a Program gets critical evaluations in many cases this is across the board more or less.  

The benchmarking would be more interesting if we could compare to other Universities. At one stage 
we approached another University with a suggestion that we could carry out the studies jointly to make 
more comparisons possible. The choice of University we based on results in the Student Mirror study. 
Our choice was Linköping University, a bit older than our University and with the best results on some 
questions about the quality of education in general. The Rector in Linköping however, declined. 

Other comparisons that could be of interest are of course if we can see changes over time reflecting 
changes in the organization. In the early phase after the new University was formed we could see an 
encouraging trend as an increasing part of the student population was feeling the atmosphere of the 
University to be inspiring and creative.  
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The Atmosphere at Karlstad University is Inspiring and Creative. 

 Agree 
totally 

Agree partly Neither nor Dissagrees 
partly 

Dissagrees 
totally 

Spring 2000             10 % 44 % 35 % 9 % 2 % 

Autumn 2000 16 % 49 % 26 % 7 % 2 % 

Spring 2001 15 % 51 % 26 % 6 % 1 % 

Autumn 2001  17 % 51 % 26 % 5 % 1 % 

Spring 2002 27 % 52 % 16 % 3 % 1 % 

Autumn 2002 37 % 43 % 14 % 3 % 1 % 

Spring 2003 31 % 53 % 14 % 2 % 0 % 

Autumn 2003 32 % 52 % 14 % 2 % 1 % 

Spring 2004 30 % 45 % 22 % 3 % 1 % 

Autumn 2004 34 % 50 % 15 % 2 % 0 % 

 

Another trend that has been very clear in latest years is that students get more and more satisfied with 
the city of Karlstad. Karlstad is a medium sized city in mid-Sweden. About 100.000 people live in the 
city centre and around the city. The City Council has been very active together with the University and 
the Students Union to develop Karlstad as a city of learning. A few years back Karlstad was selected to 
be the Student City of the Year by the national Student Union. This was the result of a real effort by 
the City Council. I our measurements we can see how the satisfaction has developed over a number of 
years. 

 

How satisfied are you with the 
city of Karlstad? 

Very 
satisfied 

Satisfied Neither 
nor 

Dissatisfied Very 
dissatisfied 

Spring 2006 26,0 % 58,0 % 14,0 % 2,0 % 1,0 % 

Autumn 2006 34,0 % 51,0 % 13,0 % 2,0 % 1,0 % 

2007 35,0 % 47,0 % 15,0 % 3,0 % 1,0 % 

Karlstad is a nice city to live 
and to study in 

Agree 
totally 

Agree 
partly 

Neither 
nor 

Disagrees 
partly 

Disagrees 
totally 

2010 59,7 % 26,4 % 10,7 % 1,4 % 1,9 % 

2011 60,3 % 25,1 % 9,7 % 2,8 % 2,1 % 
 

The question was changed between the surveys, but still the trend is obvious. Students get more and 
more satisfied with the city of Karlstad. 

The studies are continued and an increasing number of Faculties take part. Still, the practical parts of 
the studies are more or less improvised. I do it individually together with students or ex-students of 



25 
 

mine. Some parts are financed by the Faculties and some parts are carried out as a hobby assignment. 
Moreover, the use of results could be better. The Programs that get good results are the most active in 
using the results and Programs that get the opposite results do the other way. My own field of teaching, 
i.e. the Business Program, does not always get the best reviews by student. The program is the largest 
in the University and large groups of students are not always congruent with high quality of education.  

My colleagues were not so happy when I did present the following results a few years ago. They 
started to talk about the importance of critical thinking and that it is good that our students are critical.  

Campus Students 2007 
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Knowledgeable teachers 3 - 0 3 + 2 + 0 3 - 2 + 

Helpful teachers 1 - 0 2 + 0 0 1 - 0 

Administrative personnel 
available 

1 - 0 1 - 0 0 0 1 + 

Administrative personnel 
flexible 

2 - 0 2 - 0 0 0 2 + 

Student influence 1 - 0 0 0 1 + 0 0 

Student counselling 0 2 - 0 3 + 0 1 - 0 

Course evaluations 2 - 0 0 1 + 2 - 1 - 1 + 

Study Pace 0 2 - 0 0 1 + 0 2 + 

Stress (no stress=+) 0 1 + 1 + 0 1 - 0 1 - 

 

 

Alumni surveys at Karlstad University 2008- 
The national Authority for Higher Education in Sweden intensified their efforts to evaluate the quality 
of education around 2010. All higher education Programs and Subjects will be evaluated in a unified 
and systematic way. The latest plan was that this should include a new Student Survey based on the 
Student Mirror, a new Alumni survey and finally a special effort to use evaluations of Thesis’ as a 
measurement of the quality of the education. Bachelors and Masters Thesis’ have been sampled by the 
Agency. These have then been read by a team of teachers and professionals and judged on a number of 
criteria selected from the objectives of the study Programs. University Programs that get less than 
average rating on the evaluations are subjected to controls. If the level of the studies is not improved to 
an acceptable level, the rights to issue Degrees can be taken away from the University. The plan to use 
student and alumni surveys as a part of the evaluation did not materialize.  

At the same time the interest in carrying out internal systematic surveys has increased considerably. I 
have been engaged in carrying out Alumni studies for most parts of our University. In 2008 we started 
with a number of surveys in one of our four Faculties. The surveys are based on a unified plan. We get 
the most recent addresses to our Alumni from the national data base for grading students. We select 
students that did graduate and/or studied with us a few years back and we send a standardized 
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questionnaire to them by mail. We enclose a return envelope and send a simple reminder. Everything 
is anonymous. In a rolling plan we cover all study Programs in the Faculties. The questionnaire was as 
usual the two page version as a standard. Some ¾ of the questions are the same for all programs and 
the remaining ¼ is up to each Program to decide upon. Still the format of the questionnaire is 
standardized and so is the distribution and analysis.  

Here is some results on the very important question about the quality of education. 

I am satisfied with the education I did get in my study program at the University. 

Alumni 2011 Disagrees in 
total 

Disagrees 
partly 

Neither 
nor 

Agrees 
partly 

Agrees in 
total 

Project Management 
Courses 

- - 2 % 31 % 67 % 

Project Management 
Masters Program 

- - 3 % 33 % 64 % 

Economics  - - 11 % 33 % 56 % 
Other Business Studies  - - 9 % 46 % 45 % 
Accounting and Finance 2 % 1 % 16 % 50 % 31 % 

Marketing  -  - 16 % 58 % 26 % 

Management/Organization  - 7 % - 71 % 22 % 
Real Estate Management  - - - 80 % 20 % 
 

As commonly the programs in Business Administration I myself teach do not get the top grades. Partly 
this is explained by the mere size of the Business Programs. Still, we work with improving all the time 
and to accomplish this we ask our friends teaching Project Management what they do. Much of what 
we do in the development of new courses and programs do take results from student and alumni 
surveys into account. Unfortunately, it takes time to change profiles. Sometimes we see changes soon. 
One example of this we find in the program of Accounting and Finance. In the 2008 study only 14 % 
of the alumni agreed totally that the education was good and now three years later this proportion is 31 
%. We have done things to improve and we can see the results. 

 

Reaction to and use of studies 
We collect data about student satisfaction and we find interesting results, some of which we have been 
able to use. At the same time we encounter a number of problems. Those that get good results are most 
likely to use the studies. Many times bad results give just bad feelings. To some part, I feel this is due 
to the public sector tradition in the Universities of Sweden. If there is no market pressure so why 
bother about looking out for the students/customers.  

Another peculiar thing that affects the system is the general lack of management at Universities. 
Sometimes things are changing very slowly at Universities, and if you are not going to do much about 
things, why bother asking the student how they feel about their studies. 
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The studies I have made have to a large extent been carried out as a one-man show. Most of the work I 
have done has been done because I like doing empirical studies with a focus on Market and Service 
Orientation. If we want the Marketing and Service thinking to be integrated into the management 
systems of the University, how can this happen and what can we do about it now? Sometimes I think 
about the saying in the title of this paper; “the The Cobbler’s Children Have No Shoes” when I work 
with student and alumni surveys. We do teach our students how to use Marketing, but we are not 
always very good at applying the concepts in our organization.  This is not ok and  we should do 
something about it. 

 

Conclusions and what to do 
Some trends are important for how Market and Service Orientation will develop. New forms of more 
flexible learning are developing. The local monopolies of Universities are threatened by new forms of 
distance learning. Distribution over the Internet is very important here. More competition will be a 
result of these developments and so more marketing and service orientation will be creeping into the 
University sector. The government is getting more involved with the University system. More of 
national evaluations will be carried out and more control is coming. At the same time there is a 
discussion going on around how more autonomy can be given to the Universities.  

So what can we do at local levels at the University? The most important thing is to change the 
management practices of the University. I believe we must give more power to our various types of 
customers when we run our courses and programs. We must learn to listen more to others – future 
students, students of today, alumni and employers. We, the teachers do not always know the best how 
to run the study programs in all details. When we reorganized our management structure a few years 
back, my strategy was to form new types of Study Program Committees. In these decisions around 
Course Plans and Program structures are taken. It is also the place where various development 
programs in teaching can be organized. Normally these Committees are dominated by teachers and 
administrators. My plan was to form these Committees in a clear three-party structure where teachers, 
students and people from prospective employers, public and private sectors, i.e. people that will hire 
our student later on, will have their clear roles. The plan was that no party should have a majority. 
Decisions should be based on good discussions between the different perspectives – teacher/producer, 
customer/student and customer/prospective employer. How has this worked out? Not very much I 
suppose. Giving away power is not easily done. We, the teachers still feel we know the best and it is 
difficult to get the right motivation for students and others to take active part in the running of the 
study programs. A recent change in the University Law has made Students Unions not mandatory 
anymore. The rather strong and unified Student Union at each University/University College is not 
around anymore.  Students could lose power from this change, but at the same time the changes might 
be a positive as the Student Unions become more flexible.  

Furthermore we should employ some people in the University organization that has background and 
interest in Marketing. As it is now we tend to hire people trained in Information Sciences and 
Journalism. The marketing thinking we do try to buy from our Advertising Agency.  Some weeks ago I 
met with an ex-student of mine working in an Ad Agency. She was preparing and writing our 
Catalogue for the 2013/14 academic year. In reality she was the acting marketing manager of the 
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University. No one else bothered much about it. She is good but still, we have to work more with this 
internally. 

Summing up I believe more interest must be devoted to marketing issues at my University, and other 
Universities in Sweden. I do fully agree with what Robert Townsend suggests in his “Up the 
organization”:  

“Marketing... is the name of the game. So it had better be handled by the 
boss and his line, not by staff hecklers. Once or twice a year for three or 
four days the boss takes ten, twenty or thirty of his key people... away to 
some secluded spot. On average they spend twelve hours a day asking 
unaskable questions rethinking the business (What are we selling? To 
whom? At what prices? How do we get it to him? In what form?), four 
hours a day relaxing and exercising, and eight hours a day sleeping. It's 
hard work. But more good marketing changes will come out of such 
meetings than out of any year-round staff department of "experts" with 
"marketing" signs on the door.”  
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